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Abstract
Purpose: This study presents the findings of supplier selection activities in a service sector organisation in Nigeria. It examines the role of normative forces within the context of Institutional Theory.
Methodology: A single case study approach was used. Action research utilising participant observation was used in data collection. Descriptive and inferential statistical analysis was carried out using SPSS.
Findings: Criteria relating to corporate social responsibility (CSR) proved to be a significant weakness for Nigerian suppliers as most of the bidding organisations were unable to show evidence of, for example, payment of taxes and insurance for their employees. However, suppliers of services, in general, performed better than suppliers of products.
Practical implications: Suppliers of products and services in Nigeria need to improve their performance with respect to CSR in particular. As most of these organisations are small businesses, they had previously tended to avoid the costs related to CSR implementation. Furthermore, large customer organisations can utilise their buying power and clout to encourage their suppliers to change their corporate strategies and practices.
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Introduction
The relationships between buyers and suppliers have been the subject of much research and according to Carr et al. (2008), the realisation of the impact that supplier performance and capabilities can have on the buying organisation is making these relationships more important. Consequently, it has been suggested that successful management of supplier relationships is an important element of supply chain success that can result in improved productivity for the trading partners (Sanchez-Rodriguez et al., 2005; Giannakis, 2008). An important step to developing effective supplier relationships is the selection of the right suppliers in the first instance.
This exploratory study focuses on the selection of suppliers of minor (low cost/value) products and services for a major service organisation based in Nigeria. The motivation for this study is threefold. Firstly, although the service industry is growing rapidly and there is evidence of academic study of the service supply chain (Burnes and Anastasiadis, 2003; Fairchild, 2005; Caridi et al., 2008), the service supply chain is not as developed as the manufacturing supply chain (Giannakis, 2011). According to Field and Meile (2008), operational processes at the customer-supplier interface are more difficult to implement in service supply chains in comparison with manufacturing supply chains. Secondly, there is a relative dearth of studies on operations management in Nigeria, in particular and Africa, in general. With particular focus on the purchasing function, it has been suggested that management practices in developing economies lag those in developed economies (Msimangria, 2003).  Lastly, it has been suggested that most of the research on corporate social responsibility (CSR) still focuses on developed rather than developing countries and a particular lack of CSR studies in Africa has been identified (Amaeshi et al., 2006; Muller and Kolk, 2009).
The focus on Nigeria is particularly important since the country has the largest population (160 million) and one of the three biggest economies in Africa. Consequently, the potential for providing goods and services to such a huge population is very significant and can have an effect on the economies of not just other African countries but also multinational companies invested in the country. This study examines the supplier selection process of a major service organisation (ServiceOrg), with more than 200 offices nationwide. The study is based on the supply of minor products and services for the nationwide network of offices. The study identifies different categories of products and services and evaluates the ability of different supplier organisations to fulfil the requirements of ServiceOrg. The requirements include fulfilment of CSR responsibilities by potential suppliers who are mostly SMEs. The study also compares the abilities of providers of services with providers of products. Consequently, this study contributes to knowledge by examining the potential impact that supplier selection strategies could have on supplier behaviour and performance, particularly for CSR, within the context of developing countries such as Nigeria.
The next section presents a review of literature and is followed by a discussion of the Nigerian context and the case study organisation. The research methodology is thereafter presented and is followed by the study findings and a discussion of the findings. The final section of the paper is the conclusion section.
Literature Review
The operational success of organisations will often depend on the development of a network of reliable and trustworthy suppliers and consequently, making the right supplier selection decisions are important (Matook et al., 2009). Supplier selection and management research has been primarily developed within the context of the manufacturing industry (Field and Meile, 2008; Giannakis, 2011). A key reason for this could be the significant impact that the costs of raw materials and components have on the cost of finished products (Ho et al., 2011). According to Pal et al. (2011), this influence has made it imperative for purchasing departments to optimise the supplier selection process. There have been several studies examining the criteria for supplier selection and these have focused on different approaches or criteria for selecting customers. While some such as Lo and Yeung (2006) have considered quality, others have focused on risk (Levary, 2007), cost and service (O’Brien, 1998). Other factors that have been identified as important to the supplier selection include management capability, culture, communication and technical ability (Choi and Lee, 2003). Sarkar and Mohapatra (2006) suggested that supplier selection criteria could be classified into two categories – capability (resources) factors and performance factors and they cautioned against focusing only on cost, quality and service while neglecting other important factors such as quality systems and financial capability.
Within the service industry, supplier selection typically applies to purchase of maintenance, repair and operations (MRO) inventory. Although service organisations do not typically sell physical products and consequently do not need to manage a downstream supply chain, the impact of MRO inventory purchase and management can be significant. In a study of a power generating organisation, Bailey and Helms (2007) identified better productivity, reduced cost and better inventory management as benefits of MRO inventory management. Michaelides et al. (2003) identified MRO inventory to include office supplies, computer equipment and repair parts and asserted that they are not only vital to business operations but account for a significant proportion of business cost. They further characterised MRO purchase as involving a large number of transactions of low value and noted that the costs of the transaction process can be relatively high. The critical role of such inventory in maintaining operations implies that it is important to have credible suppliers. The products studied in this research can be classified as MRO inventory of low value and which may be subject to several transactions particularly if purchasing is decentralised. 
Inevitably, in order to optimise the supplier selection process and reduce the number of potential suppliers, a ranking approach is adopted. Sarkar and Mohapatra (2006) identified five types of ranking approaches – linear weighting models; total cost of ownership models; mathematical programming models; statistical models; and, artificial intelligence based models. In this research, the case study organisation adopted a linear weighting model to rank potential suppliers. According to de Boer et al. (2001) this model involves the assignment of weights to selection criteria with the most important criteria having the bigger weights. This enables the calculation of a single score for each supplier and higher scoring suppliers are more likely to be selected.
Institutional Theory and Corporate Social Responsibility
Institutional and neo-institutional theory suggests that adoption of organisational practices and environmental alignment is an institutional process subject to the influence of three pressures or forces – coercive, mimetic and normative (Meyer and Rowan, 1977; DiMaggio and Powell, 1983; Scott, 1995). This theory further suggests that these forces can encourage organisations to adopt similar strategic actions thereby leading to organisational homogeneity (Scott, 2008). Coercive forces refer to the influence of regulatory authorities to influence conformity while mimetic forces refer to the pressure to ‘mimic’ more successful competitors in the industry (Zhu and Sarkis, 2007). Normative forces refer to market forces usually typified by pressure from customers and consumers. It has been argued that normative pressures typically move along the supply chain from customer to supplier with the customer usually wielding the power (Hill, 1997). However, while institutional forces can underpin homogeneity in adoption and implementation of organisational practices, it may not necessarily lead to greater benefits. Firstly, organisations that have adopted practices for legitimacy reasons (as a result of institutional pressures) are more likely to have traded organisational improvement gained by early adopters for isomorphic conformism (Yeung et al., 2006). Secondly institutional theorists have argued that adoption of an identical practice by a group of organisations does not guarantee an identical level of implementation, entrenchment and performance (Yeung et al., 2006; Shi et al., 2012).   Differential levels of implementation and entrenchment can thus lead to a differential in the level of performance ranging from superficial adoption to actual organisational improvements. Consequently, some organisations may use the leverage of institutional pressures to improve performance while others may seemingly adopt practices to conform to expectations of the market or regulation.
Within the context of this study, we are interested in the ability of the supplier selection process of ServiceOrg to influence the organisational practices of its potential suppliers and particularly in respect of CSR conformance, as required by key customers. The European Commission defined CSR as: 
‘‘a concept whereby companies integrate social and environmental concerns in their business operations and in their interaction with their stakeholders on a voluntary basis’’ (European Commission, 2001, pp. 8).
	
Baden et al. (2009) found that literature was inconclusive about the positivity or negativity of promoting CSR to SMEs by coercive pressures. The literature, however, is clearer about the status of normative forces. Elg and Hultman (2011) argued that larger organisations had the ability to influence the CSR practices of others in a supply chain although the desirability of coercing suppliers to implement CSR practices raises a potential conflict. While customers such as ServiceOrg would argue that CSR compliance is important to their image and acceptability by the society, suppliers may baulk at the cost of implementing CSR practices. Nevertheless, the inclusion of CSR criteria in supplier selection decisions is increasingly commonplace and it has been found that organisations that do not engage with CSR risk exclusion from the supply chain (Roberts et al., 2006).   
There are several reasons why the adoption of CSR practices by supply chain partners have been suggested as a responsibility of the more powerful of dominant partner. Firstly, it has been suggested that most companies will only adopt CSR when customers make it a requirement (Tsoi, 2010). Secondly, organisations with well known and valuable brands would not like their brands destroyed by practices of their supply chain partners (Awaysheh and Klassen, 2010). Thirdly, it has been suggested that adopting CSR practices can improve the customer’s perception of an organisation and result in better sales revenue and market share (Salaf, 2009). Ciliberti et al. (2011) suggested that a socially responsible organisation should only select suppliers that have implemented CSR while Amaeshi et al. (2008) and Elg and Hultman (2011) went further and asserted that the powerful players in the buyer-supplier relationships have a responsibility to exert influence on the less powerful players to adopt CSR practices.
The actual practices that constitute CSR have been discussed in various studies. A study by the DTI (2002) classified CSR issues as health and safety, environmental practices, and social/community commitment while Baden et al. (2009) identified employee/staff issues as an additional category. From a slightly different perspective, Laudal (2010) classified CSR issues as human rights, labour standards, environmental standards, management systems, and anti-corruption. Examples of CSR activities identified in these studies include recycling initiatives, energy efficiency initiatives, anti-extortion and anti-bribery initiatives, compliance with health and safety requirements, compliance with employment legislation, providing a safe and healthy workplace, using environmentally friendly technology, accreditation to ISO quality and environmental certification, suppression of human rights abuses including mental/physical coercion of employees and verbal abuse. Others include support for the local community and charities, freedom of employee association, elimination of recruitment and employment discrimination, exploitative wages, child labour, compulsory labour and excessive working hours. A later study by Baden et al. (2011) also identified waste reduction and disposal, reduction of packaging materials, training and equal opportunities as CSR activities. The authors would argue that while there seems to be consensus about CSR encompassing health and safety, environmental, social/community, management and employee/labour/human rights issues, the actual range of activities that fit these categories is expansive and the actual activities adopted and/or assessed is mostly at the discretion of the organisations involved.
Although there has been much research on institutional theory in supply chain management with regards to the adoption of CSR, most of the research is centred on developed countries and not on emerging countries even though CSR practices differ in these two domains (Muller and Kolk, 2009). In particular, CSR engagement in developing countries is relatively lax for reasons that include costs of CSR compliance, relevance of CSR to social and cultural contexts and low interest by local customers (Gulger and Shi, 2009; Lund-Thomsen and Nadvi, 2010; Ciliberti et al., 2008). Within the context of the study country, Nigeria, CSR studies have focused mainly on the activities of multinational organisations and not on indigenous organisations. Furthermore, CSR is considered to be corporate philanthropy in the country and there are no local consumers or civil society pressures to adopt CSR practices (Amaeshi et al., 2006). Consequently the potential and scope for powerful supply chain players to exert pressure on others is very significant.
The Nigerian Context
Nigeria is the most populous country in Africa with a population of around 160 million people. It also has one of the three biggest economies in Africa with a GDP of US$193.6bn (World Bank, 2012). Drawing from World Bank (2012) statistics, Nigeria is ranked 44th in the world with regard to GDP and 31st in the world in terms of purchasing power parity (PPP). According to Abdulhamid (2008), a Goldman Sachs report of 2008 suggested that Nigeria could become one of the 20 largest economies by 2025; this propelled the Nigerian government to launch an ambitious development vision entitled “20:2020”. Whilst the country is performing well in terms of output growth, the country’s development, social and competitiveness indicators are way behind the targets set by the 20:2020 vision, and the 2011-2012 World Economic Forum (2012) global competitiveness study ranks Nigeria as 127th out of 139 countries. Although this classification is poor, it is important to put it in the context of the micro and macro dynamics of the Nigerian market; the Nigerian business environment is largely unstructured and does not follow the defined patterns used in the highly industrialised nations. In terms of contribution to GDP, crop production remains the most active sector. Other major sectors include the wholesale and retail trade sector, crude petroleum and natural gas and the telecommunications sector. A small number of large customer organisations dominate the market and they consequently hold the majority of the power in the supply chain.

The case study company
ServiceOrg operates in one of the major service sector industries and has more than 200 offices across Nigeria with about 50 percent of them located within the western region of the country. The organisation employs more than 1500 members of staff across all functions. MRO inventory is very important to ServiceOrg operations and low value services such as minor plumbing repairs are crucial to the effective running of the company’s offices. The previous purchasing process for minor products and services was localised, with each location taking responsibility for purchasing its own products and services. Decisions on supplier selection and actual purchasing were usually taken by a small number of senior local managers and the process lacked transparency and objectivity. As a result, supplier selection systems varied significantly across the organisation, as did the prices of identical products and services.
Driven by a vision to be the best in its sector, ServiceOrg recently made a number of significant changes to its policies and processes. The procurement function was given particular attention, with the focus being to adopt best practices in vendor management. In order to standardise purchasing and introduce objectivity and transparency into the processes of supplier selection, registration and appraisal, a nationwide exercise was conducted with the aim of identifying and evaluating potential suppliers for minor products and services based on a number criteria. One of the main criteria was the fulfilment of CSR obligations, which was seen as increasingly important within the company and its supplier base. ServiceOrg therefore set about creating a list of preferred suppliers that met a set of minimum standards in each criterion.
The procurement team consisted of fifteen personnel, of which two were senior managers. The procurement team was tasked with creating a list of products and services required by the company based on spend, frequency of usage, number of vendors, the criticality of the product / service and the challenges in sourcing the product / service. This information was used to categorise the products and services.
A major issue experienced during the creation of this new vendor management process was that a significant proportion of the legacy vendors were also customers of ServiceOrg, and those that did not meet the selection criteria threatened to take their business elsewhere. However, top management’s stance was that ServiceOrg’s approach to vendor management had changed and that it would remain that way. With persuasion, some of the customers were encouraged to stay on. 
Research aim and objectives
On the basis of our literature review and the characteristics of ServiceOrg, it can be suggested that organisational capabilities of suppliers of minor products and services in developing countries such as Nigeria are not expected to be as robust as those in developed economies. We would expect that such suppliers are small organisations without the resources or inclination or knowledge to develop practices and systems that would be viewed as standard in other markets. In an environment where major national organisations such as ServiceOrg purchase products and services on an almost informal basis and where governmental regulations may be weak or weakly enforced, the factors that impact supplier selection can be changeable or opaque.
However, if organisations such as ServiceOrg choose to adopt more formalised, transparent and objective criteria and processes to select their suppliers, then the impact of institutional norms on the performance of the supplier base in developing countries such as Nigeria could be very significant. Potentially, such impact would go beyond the boundaries of just the supplier and would impact different business sectors. For example, if there is a requirement for all suppliers working on building maintenance to have fire fighting training, then supplier organisations would have to commission such training from third parties and, consequently, positively impact the businesses of such third parties.
Hence, on the basis of the above discussion, we present the following research aim: 
Within the context of institutional theory, what is the potential of the adoption of formalised supplier selection strategies by major customer organisations to impact supplier behaviour and performance in developing countries?
 This aim suggests two different but interlinked sets of activities and/or decisions. The first is the decision of the customer to formalise its supplier selection process by the adoption of certain criteria and the second is the decision of the supplier to react to the decision of the customer. In order to address the research aim, three research objectives are presented, as follows;
Objective 1: To explore if in order to improve the robustness of their purchasing functions, major organisations in developing countries need to identify and select criteria that complement their values and enable discrimination between potential suppliers.
Objective 2: To explore if in order to become competitive in the provision of goods and services to prized customers in developing countries, suppliers would need to develop new practices and competencies that they may otherwise, have failed to adopt.
In addition, the criteria selected by customer organisations can determine more than just which suppliers are suitable but can impact change on a large scale basis in the supplier base. While it may be difficult for just one organisation to achieve this, the increasing adoption of such criteria by major customer organisations would leave many suppliers little choice but to re-examine their corporate practices. Consequently, objective 3 is presented.
Objective 3: To explore if the organisational values of customer organisations, as reflected in their supplier selection criteria, has the potential to be reflected on their supplier base and consequently shape business culture in countries where regulatory frameworks may be unable to do so.

Research Methodology
The research methodology adopted for this research is case study. According to Thomas (2011), case study research provides a rich picture with multiple insights from different angles. A similar assertion was made by Gerring (2006) who noted that case studies offer a depth of analysis and can support both qualitative and quantitative analysis. The analysis used in this study is primarily quantitative. The case study is based on a single organisation. According to Yin (2009), the single case study approach is suitable in representative and revelatory cases. This study satisfies both of these conditions. Firstly, the case study organisation is typical of other organisations in its sector and the products and services sourced are identical to what its contemporaries and competitors would source. Secondly, within the context of the study country, this research presents previously unavailable data and so is revelatory in nature.
Data collection
The case study was based on action research. Burns (2000, 442) defined action research as, 
“....the application of fact-finding to practical problem-solving in a social situation with a view to improving the quality of action within it.”
 Action research thus involves the diagnosis of a problem, identification and implementation of corrective action and monitoring of the effects of the action. The use of action research was suitable for this research since it had the four basic characteristics of action research identified by Burns (2000) as follows:
	Situational – the study diagnoses a problem in the context of the ServiceOrg and attempts to solve it.
	Collaborative – a team consisting of ServiceOrg personnel and members of the research team worked together on the study.
	Participatory – team members were directly in charge of implementing the study
	Self-evaluative – the changes and their implementation were continuously evaluated within the context of ServiceOrg in order to improve supplier selection.
This approach to research has been used in other studies in operations management that met the criteria (Su et al. 2011; Braz et al, 2011). Su et al. (2011) asserted that in addition to learning about problems and improving professional practice, action research facilitates in-depth understanding and creation of new knowledge as well as empirical validation of the problem.
The study team, including one of the authors started the data collection process by identifying 13 categories of products and services in the minor spend category. The category was defined primarily on the overall amount of money spent by the organisation across its different offices. This was based on historical data of the most recent 2 or 3 years (2008 – 2011). The implication is that the amount spent locally in each office for each category would be relatively small. Thereafter, a set of criteria to be met by potential suppliers was agreed and a scoring matrix designed to give a maximum score of 100. The criteria selected were based on various considerations – operational, reputational and quality. Operationally, it was important that suppliers had the capability to do the job and could work in different locations and hence reduce the need to have different suppliers for different cities or locations. Consequently, the ability to cover multiple locations and a list of three recent job references were requested. With respect to reputation, ServiceOrg had an internal policy on CSR which required them to work with suppliers that were also seen to be good corporate citizens. In particular, the organisation wanted to work with suppliers who were legally registered businesses (i.e. legal capabilities) and were paying their taxes (i.e. civic capabilities). The CSR policy also required that the suppliers show responsibility to and care for their staff, particularly if they would be working in hazardous conditions on ServiceOrg premises (e.g. fumigation and pest control, sewage disposal, electrical services). Hence, the suppliers were requested to show evidence of having quality policy and procedures, health and safety quality and procedures and workmanship insurance. These CSR activities are in line with the categorisation of CSR issues identified in the literature. With respect to quality, it was important that suppliers had a high level of skills as well as high quality tools and parts. Consequently, suppliers were required to show evidence of affiliation with OEMs (where relevant) and three recent job references. For each of the 13 categories, an acceptable minimum score was agreed by the team based on their perception of the relative importance of the category to ServiceOrg and the level of risk or hazard involved in the jobs. For example, supply of fumigation and pest control services as well as supply of electrical services were identified as hazardous jobs that required experience, high level of skills, adequate workmanship insurance, good quality and health and safety procedures and good quality parts and equipment and hence a high acceptable score was specified. On the other hand, supply of office stationery and corporate uniforms were less hazardous and were more commodity-like and hence, lower acceptable scores were specified. The scores were arrived at by a consensus process with the academic member taking on the role of facilitator, external opinion and providing academic rigour into the scoring and ranking mechanism. Table 1 presents details of the 13 categories of products and services, the acceptable minimum performance, number of responses received and number of responses achieving the minimum acceptable performance. Table 2 describes the criteria and presents the weighting for each criterion.
Place tables 1 and 2

Thereafter, adverts were placed in major national newspapers in the country inviting potential suppliers to submit company information and evidence to support fulfilment of the required criteria. The evidence submitted varied with the criteria. For example for legal capabilities, suppliers could submit a copy of the certificate of incorporation (for limited liability companies) or a copy of Registration of Trading Name (for sole traders or small businesses). With respect to civic capabilities, copies of tax clearance certificate for the business and its directors for the previous 3 years would be submitted. Recent job references would require letters/confirmation from previous clients while policies and procedures would require a variety of documentation such as copies of policies, a copy of the workmanship insurance certificate, training certificates (e.g. quality, health and safety) and any certification to quality standards. Adverts in the major newspapers were chosen as this was the best way of publicising the exercise nationwide as there was no national database of organisations providing such products and services in the country. The total number of responses received was 185. Although the respondents included many organisations that were already suppliers of ServiceOrg, most organisations were potential suppliers that were new to the organisation. All responses received were considered and scored. Although not all the companies could satisfy all the criteria, they were all ranked on the basis of the information and evidence provided and the criteria that they could satisfy. For example, a supplier that could provide three satisfactory references received 20 points while any that supplied one reference received 5 points and a supplier that provided none received zero points. Therefore, it was possible for suppliers to be unable to satisfy some criteria but still be ranked and score above the minimum threshold for certain categories of product or services. The overall response of 185 was a relatively low number of responses bearing in mind the publicity used and the likelihood that there are likely to be hundreds of thousands of artisans and SMEs offering products and services in these categories in Nigeria. There is a strong possibility that some of the requirements (e.g. registration, insurance) may have discouraged many organisations from expressing interest in the supplier selection exercise. In addition, some categories were more popular than others and some organisations submitted documentation for more than one category of product or service. Nevertheless, the responses from the potential suppliers give a good reflection of the performance of suppliers of products and services in these 13 categories in Nigeria. Analysis of the data was carried out using SPSS. 
In analysing the data, a key focus was to examine the differences in performance between groups of respondents (e.g. qualified and non-qualified organisation or product suppliers and service suppliers). Since the responding organisations were awarded points on a continuous scale (i.e. 0 -100) and the data is normally distributed, parametric statistics such as mean, standard deviation and t-tests were most applicable to the analysis (Stengel et al., 2010).
The participation of the academic researcher was central to the supplier selection process. The researcher was integral to all stages of the process. In addition to providing facilitation and an independent, external opinion during all team meetings, the researcher devised the scoring and ranking matrix, managed the data input and analysis and provided a formal feedback to senior management at ServiceOrg at the end of the process.
Study Validity
According to Burns (2000), action research will be deemed to be internally valid if changes made as a result of the analysis in the study lead to an improvement. The study will be externally valid if it contains insights that can be generalised beyond the situation that was studied. This study satisfies the conditions for both internal and external validity since the analysis contained led to the identification of suitable potential suppliers and the exclusion of others that did not meet the standards required. The outcomes of the study also completely transformed the supplier selection process at ServiceOrg. From a legacy position where supplier performance, citizenship or capability may not have been central to selection and where multiple suppliers were used across the country, depending on the inclination of local managers, ServiceOrg defined a list of qualified suppliers that met criteria that were important to the organisation. This resulted in a transformation of the supplier base, the relationships with suppliers, internal purchasing processes (including the elimination of the influence of local managers), better leveraging of purchasing and reduced risk to the organisation. The findings would also be relevant to other organisations in ServiceOrg’s sector as the product and service requirement would be similar and the same supplier organisations are likely to show interest in becoming preferred suppliers. However, an implication of the respondents comprising of mostly potential suppliers rather than legacy suppliers is the risk inherent in taking submissions at face value and the inability to fully verify all claims of supplier performance at this stage of the selection process. However, it is important to note that physical verification of the claims of the suppliers who were successful in meeting the criteria would be conducted prior to being engaged by ServiceOrg.
Research Findings
The findings are split into a number of tables as presented below. Table 3 shows the mean, standard deviation and range of the criteria scores (as detailed in table 2) for all respondents. It indicates that the means for quality policy and procedures, health and safety policies and procedures, workmanship insurance, coverage of locations and OEM affiliations were relatively poor and this implies that, in general, suppliers of minor products and services in Nigeria are weak in these areas. The implication is that while the majority of organisations are able to demonstrate expertise (as evidenced by recent jobs) and are legally registered businesses which paid taxes, they were unable to show the desired levels of location flexibility and to evidence care for their employees.
Place table 3
Table 4 presents an independent samples t-test which investigates the differences in performance between qualified organisations (i.e. those that achieved the minimum acceptable performance) and non-qualified organisations (i.e. those that failed to achieve the minimum acceptable performance). It indicates that there are statistically significant differences between qualified and non-qualified organisations in eight categories: Adequacy of Civic Capabilities, Examples of 3 Recent Jobs Carried Out in past 3 Years, Quality Policy and Procedures, Health and Safety Policy and Procedures, Workmanship Insurance, Service and Flexibility Capabilities, Coverage of Other Locations, OEM Affiliations and Total Score. The only category where there is no significant difference is Adequacy of Legal Capabilities, suggesting that both sets of organisations are likely to be legally registered business entities. The implication of this finding is that while the overall levels of location flexibility and care for staff were low, the significant minority of organisations that were qualified were better than the non-qualified organisations in almost all the qualification criteria. Therefore, a few organisations appear to be doing almost everything right while the majority are not.
Place table 4 

Table 5 shows the means, standard deviations and t-test comparisons of all organisations split by whether they offered a product or a service. It shows that, on average, service organisations performed better than their product-based counterparts in all but the Service and Flexibility Capabilities category where the means were very similar. The table also shows that there are statistically significant differences between the two sets of organisations in Adequacy of Civic Capabilities, Examples of 3 Recent Jobs Carried Out in the past 3 years, Quality Policy and Procedures, Health and Safety Policy and Procedures, Workmanship Insurance, Coverage of Other Locations, and Total Score. There were no statistically significant differences between product and service-based organisations in regards to Adequacy of Legal Capabilities, Service and Flexibility Capabilities (Evidence of Locations) or OEM Affiliations. The findings clearly suggest that service suppliers are better able to evidence skills/experience, willingness to provide services outside key locations and have better CSR provisions by means of care for their staff (i.e. quality policy and procedures, health and safety policy procedures, and workmanship insurance). We believe that, in general, products suppliers are not OEMs but intermediaries or traders who primarily buy products from OEMs and importers and sell to customers such as ServiceOrg without adding any value. Consequently, they may not see the need for criteria such as workmanship insurance and health and safety policy and procedures. Furthermore, since the barriers to entry for product supply are relatively low (e.g. no specialist skills required), many of the respondents may feel able to supply the products even when they are unable to provide examples of recent jobs. On the other hand, service suppliers are more likely to require specialist skills and understand the importance of workmanship insurance, quality procedures and health and safety procedures. This is because of the skill set required and the sometimes hazardous working environment of services such as vehicle maintenance, plumbing services, sewage disposal, fumigation and pest control, and electrical services. 
Place table 5

Table 6 presents the results of an independent samples t-test investigating the differences between product organisations that were non-qualified and product organisations that were qualified. The results show that there are statistically significant differences between the two sets of organisations in Adequacy of Civic Capabilities, Examples of 3 Recent Jobs Carried Out in past 3 Years. The implication is that while product suppliers lagged service suppliers in many aspects of assessment, as a unit, it was more difficult to differentiate between the different product suppliers and the difference between qualification and non-qualification was primarily due to an ability to evidence good citizenship (i.e. payment of tax which ServiceOrg considered to be part of CSR) and experience. 
Place table 6

Table 7 details the results of an independent samples t-test comparing the differences between service organisations that were qualified and those that were non-qualified. When compared with the results of product organisations, these results are more conclusive; they show statistically significant differences between the two sets of organisations in a number of categories, including Adequacy of Civic Capabilities, Examples of 3 Recent Jobs Carried Out in past 3 Years, Health and Safety Policy and Procedures, Workmanship Insurance, Service and Flexibility Capabilities, Coverage of Other Locations, OEM Affiliations, and Total Score. These results suggest that there was a far greater variation in the quality of service providing organisations and they indicate that some organisations are fulfilling most criteria better than others. Worryingly, it also suggests that there were prospective suppliers for services of a hazardous nature who could not provide evidence of recent jobs and had no health and safety procedures or insurance for their staff. 
Place table 7





The study set out to determine the potential of the adoption of formalised supplier selection strategies to impact supplier behaviour and performance in developing countries based on a study in Nigeria. Data was collected from 185 potential suppliers that responded to the open invitation to be considered as suppliers to ServiceOrg. While the 185 responses received included those from some legacy suppliers, most of the responses were from new potential suppliers. Furthermore, the anecdotal evidence suggests that many legacy suppliers failed to participate in the qualification exercise and so would not be in a position to tender for future contracts. This evidence is based on the fact that the legacy purchasing system at ServiceOrg implied that suppliers were awarded contracts on a localised basis by the 200 branches across the country therefore implying legacy suppliers would have numbered in thousands. Furthermore, some of the legacy suppliers that participated in the exercise failed to achieve the minimum acceptable scores in their categories. 
In analysing the performance of all 185 supplier organisations, it is clear that almost all of the organisations have officially registered their businesses with the government and are allowed to carry out business operations in the product or service categories they have bid for. Consequently, the Adequacy of Legal Capabilities scores were high with a mean of 14.57 out of 15. The implication is that almost all 185 potential suppliers were legally registered businesses that were expected to declare accounts and pay taxes annually. However, the Adequacy of Civic Capabilities score for the respondents was 9.11 out of 15 suggesting that a significant minority of potential suppliers were unable to show evidence that they had paid their taxes. Quality Policy and Procedures, Health and Safety Policies and Procedures and Workmanship Insurance were, in general, poor. This is not too surprising as there is no national framework or powerful regulatory agencies to facilitate uptake of these criteria. The indication therefore is that while some of the potential suppliers had the trappings and façade of formality (i.e. legal registration), they did not fully operate in this manner. According to Webb et al. (2009), the formal economy refers to organisations ‘exploiting legal and legitimate means to produce legal and legitimate ends’ while the informal economy comprises organisations that may use illegal but legitimate means. While informality exists in both developed and developing countries, it has been suggested that the informal economy in developing countries may account for up to 50% of economic activity (Godfrey, 2011; McGahan, 2012). A study of informality in Latin America found that informality was primarily characterised by organisations that produced or distributed legal goods but disregard taxation and regulation (Vassolo et al., 2011). This characterisation is similar, in part, to what this study found with some of the potential suppliers in Nigeria. The legacy purchasing process of ServiceOrg, therefore, included some suppliers that operated in the informal economy and this concurs with the suggestion of Valodia and Devey (2012) that there are multiple linkages between the formal and informal economy. The implication of the legacy process is that potential suppliers who operated in the formal economy would have been at a cost disadvantage when competing with incumbents who operated in an informal manner. These findings also reflect the results of weak regulatory compliance and suggest the need for policy makers to revisit and tighten regulatory enforcement.
Furthermore, the nature of the products and services in this study implies that most of the bidding organisations will be localised small businesses and family firms that are unlikely to be inclined to implement these criteria. The implication from these findings is that overall supplier behaviour and performance in the criteria that relate to CSR practices was weak and the adoption of CSR practices was the key differentiator between qualified and non-qualified organisations. A study of 103 UK SME suppliers by Baden et al. (2009) found that a quarter of the respondents would be discouraged from tendering for contracts if CSR requirements were included in procurement pre-conditions. However, the indication from our study is that a majority of legacy suppliers failed to participate and this suggests that they may have been discouraged by the CSR requirements. This may be indicative of the suggestion by Gulger and Shi (2009) and Amaeshi et al. (2006) that CSR engagement is lower in developing countries than in developed countries. Ciliberti et al. (2008) attributed the weaknesses in diffusion of CSR practices to cultural differences in developing countries.
A key finding from this study, therefore, is that the adoption of formalised supplier selection strategies in a developing economy has played a critical role in eliminating a majority of legacy suppliers from future bidding and that these suppliers will remain excluded until they make changes to their corporate behaviour and performance. 
Revisiting the study objectives
The criteria used by ServiceOrg were chosen to complement their organisational values and requirements (operational, reputational and quality) and the findings from the study indicate that the organisation has been successful in discriminating between potential suppliers. The fact that many legacy suppliers either failed to participate in the process or failed to achieve the minimum acceptable level of performance suggests that improvements have been made to the purchasing process as indicated in Objective 1. While the use of supplier ranking systems as discussed by authors such as de Boer et al. (2001) and Sarkar and Mohapatra (2006) may be commonplace in developed economies, they may not be as widely adopted in developing economies and this study of a first time adoption by a major organisation in a developing country has shown significant weaknesses in the performance of most potential suppliers.
The relatively small numbers of potential suppliers that achieved the minimum performance, therefore, suggests that in order to be competitive, others suppliers would need to adopt practices identified by their customers and which they might not have considered previously as indicated in Objective 2. This may concur with the observation by Tsoi (2010) that most suppliers only adopt CSR when it is required by customers. However Awaysheh and Klassen (2010) also suggested that some customer organisations may not have the clout to influence change in some of their suppliers. Within the context of this study, we believe that the requirements by ServiceOrg may have failed to influence most of their legacy suppliers to adopt new practices. These may have been due to the costs of adopting such practices (Lund-Thomsen and Nadvi, 2010), an inability to implement practices in time to meet the deadlines by ServiceOrg or simply a decision not to change. The authors believe that while failure to meet the requirements of ServiceOrg will be a significant blow to legacy suppliers that failed, this singular exercise may not in itself be enough to engineer large scale change in the potential supplier base. However, if such selection criteria and ranking systems are increasingly used by other major customers, more potential suppliers are likely to change their corporate practices. We therefore conclude by suggesting that potential suppliers in developing countries such as Nigeria would need to develop new practices and competencies if they are to remain competitive in environments such as the one described in this paper.
Objective 3 explored the role and potential of customers to shape business culture in countries where regulatory frameworks are unable to do so. Institutional theory suggests that coercive, normative and mimetic pressures can all influence corporate behaviour. However, the fact that some of the potential suppliers analysed in this study were registered to pay tax but could not show evidence of doing so suggests that the regulatory framework that underpins coercive pressures in countries such as Nigeria may be weak. Furthermore, the legacy purchasing process at ServiceOrg was based on opaque criteria determined by local managers suggests that mimetic pressures may not be applicable in encouraging change due to a lack of transparency of factors that enabled success. Therefore, we suggest that normative pressures become important in such environments. The extent to which it is desirable for customers to coerce suppliers has been the subject of debate. While Cruz (2009) found that some believe that regulation of social and environmental performance should be carried out by government, others believe that it should be carried out by customers. However Amaeshi et al. (2008) suggested that stronger companies have a duty to influence weaker organisations in their supply chain. Based on the findings from this study, we suggest that there are significant differences between institutional pressures in developed and developing countries because of the highly established regulatory frameworks in developed countries in terms of factors such as health and safety, taxation, insurance, etc. We therefore conclude that for many factors in developed economies where coercive factors can play a dominant role in corporate behaviour, the weaker regulatory structures in developing countries implies that normative pressures, where deployed, have the potential to play a dominant role.
 
Products vs. Services
The disaggregation of the bidding organisations’ performance provides richer insight as it shows that service suppliers outperform product suppliers in criteria related to CSR and service flexibility. This may be because the nature of services implies that work is carried out in potentially hazardous conditions (e.g. electrical services, fumigation and pest control, sewage disposal) and suppliers are therefore more likely to provide quality policies, safety equipment and insurance. Service suppliers are also more likely to keep records of previous jobs for reasons related to insurance and on-going maintenance. In contrast product suppliers are more likely to supply on a transactional basis and are less likely to see a need for quality policies, health and safety policies and insurance when supplying products such as pens, paper, printer cartridges and uniforms. Consequently, our study indicates that service suppliers, within the context of the criteria required by ServiceOrg, are more likely to be CSR compliant and flexible with work locations.
Within the subset of service suppliers, similar differences abound and the qualified suppliers were significantly better in terms of compliance to CSR practices, service flexibility and quality. However, within the subset of product suppliers, significant differences between qualified and non-qualified organisations were only found in two criteria. Therefore our study shows that there is a greater differential among service suppliers than among product suppliers even though service suppliers were better on average.  
Multiple Bids
The study also shows that 12 suppliers provided multiple bids for supply of products and/or services. Five of these were successful in more than one bid with the most successful being supplier 7 with 5 acceptable bids. Three organisations were only successful with one bid and others were not successful. The implication is that some organisations are clearly adept at providing multiple services at high levels of quality as required by ServiceOrg and are then in a position to cross-sell products and services. This is a win-win situation as these suppliers are able to win more business and ServiceOrg can negotiate ‘bundled’ products and services while reducing operational costs by dealing with fewer suppliers. However, the findings also provide a caveat that not all organisations willing to sell multiple products and/or services can provide high levels of performance in the categories and customers need to carefully evaluate such bids.
Conclusion
This paper set out to investigate how supplier selection strategies can impact supplier behaviour and performance within the context of developing countries. The study used institutional theory to examine this concept and was based on the experience of a service organisation in Nigeria. The findings reveal that the implementation of CSR requirements was a key difference between potential qualified and non-qualified suppliers. The findings also suggest that within the context of developing countries where regulatory agencies may be weak in ensuring compliance with CSR requirements, coercive pressures are replaceable by normative pressures to encourage potential suppliers to embrace activities such as paying taxes and insuring employees. The findings also indicated that many legacy suppliers failed to participate in the selection process or failed to meet the minimum acceptable performance thereby highlighting the importance of formalised supplier selection exercises in countries and organisations where informal and opaque selection processes abound. Finally, the study also shows that the vast majority of potential suppliers failed to achieve the minimum acceptable performance and this suggests that supplier performance in countries similar to Nigeria has very significant scope for improvement and casts doubt on the ability of many suppliers to compete internationally or with international competitors. 

Study Implications
The study has significant managerial and academic implications. For industry, customers in developing countries need to consider implementing formalised selection strategies to differentiate between potential suppliers. Such strategies need to take into account the values and expectations that are important to the customer and there is a need to understand how these values can influence corporate citizenship among their supplier base. Secondly, potential suppliers need to re-examine their corporate practices and align them with increasingly more stringent and specific demands by major customers. If such customers in developing countries continue to evolve their purchasing processes from localised selection based on personal relationships or other opaque criteria to more transparent criteria based on supplier values and performance, then many potential suppliers and legacy suppliers would be locked out of the markets. Thirdly, regulatory authorities in developing countries such as Nigeria need to understand that there are deficiencies in the corporate behaviour and performance of many organisations and that stricter regulation and monitoring is essential to improve performance in several diverse areas including tax receipts, health and safety and employee insurance. 
For academics, the study has indicated that there is much that is unknown about business activities in developing economies. Although this study has identified potential suppliers that have met the minimum acceptable performance set by a major customer, there is still a need to understand how supplier contracts are awarded in situations where several organisations have been deemed acceptable. There is also a need to understand the impact of failure on any changes to corporate behaviour made by organisations that did not achieve the minimum acceptable performance. In addition, there is a need to examine supplier selection activities in other developing countries that may be at a different level of development when compared to Nigeria. Finally, the respondents in this study were typically small, local businesses in an African economy. Studies on such datasets are lacking in much of the current literature and this may be due, in part, to difficulties in accessing such organisations and challenges that may be faced by researchers in soliciting information, particularly if they operate in the informal economy. Nevertheless, our findings suggest that this is an important sector to study as it is vital to national productivity and to supporting the operations of large and multinational organisations operating in African economies.
However, several limitations were also identified. Firstly, there were only 185 organisations involved in the exercise even though it was given extensive publicity. This is a relatively small number compared to the thousands of organisations that the authors believe are involved in supplying the products and services of interest. Secondly, the selection criteria are reflective of the corporate preferences of ServiceOrg and do not include all possible factors such as culture or communication. Thirdly, some of the activities claimed by the potential suppliers could not be verified in practice as part of the ranking process. For example, while organisations may indeed have documented health and safety procedures or quality policy or procedures, this does not necessarily mean that they are followed in practice.  
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Category	Product / Service	Minimum Performance	Number of Responses	Number of responses Achieving Minimum
Supply of Office Stationary and Provisions	Product	55	25	5
Supply of Office Consumables	Product	60	16	6
Supply of Minor Electrical Services, Electrical Spares, Lighting Arrestor	Service	70	32	6
Supply of Plumbing Materials and Minor Plumbing Services	Service	53	3	2
Supply of Sewage Disposal Services	Service	64	4	4
Supply of Indoor, Outdoor and Other Gardening Services	Service	55	7	5
Supply of Vehicle Maintenance Services	Service	60	13	4
Supply of Office Waste Disposal Services	Service	60	6	4
Supply of Fumigation and Pest Control Services	Service	79	35	5
Specialist Services	Service	62	8	4
Supply of Catering Services	Service	60	12	5
Supply of Corporate Uniforms	Product	55	11	4
Supply and Maintenance of Services for Telephones	Service	60	13	5
TOTAL			185	59
Table 1: List of all 13 categories, the acceptable minimum performance, number of responses received and number of responses achieving the minimum acceptable performance

Number	Criteria	Weighting (Maximum Mark)
A	Adequacy of legal and civic capabilities	(30)
	Legal	15
	Civic 	15
B	Adequacy of Firm’s specific and General experiences, resources and other capabilities	(70)
B1.	List of 3 recent job references carried out in the past 3 years (with verifiable evidence)	(20)
	3 or more examples	20
	2 examples	10
	1 example	5
B2.	EH&Q Capability with verifiable policy and procedures	(10)
	Quality policy and procedures	3
	Health and Safety policy and procedures	3
	Workmanship Insurance	4
B3.	Service and Flexibility capabilities (with verifiable evidence of locations and affiliations)	(40)
	Coverage of 3 key locations (Lagos, PH, Abuja)	25
	Coverage of only 2 out of 3 key locations	20
	Coverage of one key location	10
	Coverage of other locations	5
	OEM affiliations	10











Examples of 3 Recent Jobs Carried Out in past 3 Years	14.98	7.233	20
Adequacy of Legal Capabilities	14.57	2.23	15
Service and Flexibility Capabilities (Evidence of Locations)	10.43	4.7	25
Adequacy of Civic Capabilities	9.11	6.212	15
Workmanship Insurance	1.58	1.949	4
OEM Affiliations	1.03	3.044	10
Coverage of Other Locations	0.87	1.875	5
Health and Safety Policy and Procedures	0.71	1.269	3
Quality Policy and Procedures	0.55	1.142	3
Table 3: Means, standard deviations and ranges of results for all respondents (n=185)

Category	t-test for Equality of Means
	Valid Response	t	df	Sig. (2-tailed)	95% Confidence Interval of the Difference
					Lower	Upper
Adequacy of Legal Capabilities	185	-1.472	173.022	.143	-.904	.132
Adequacy of Civic Capabilities	185	-9.849	178.033	.000	-8.194	-5.459
Examples of 3 Recent Jobs Carried Out in past 3 Years	185	-5.500	179.378	.000	-6.626	-3.127
Quality Policy and Procedures	185	-2.512	89.605	.014	-.882	-.103
Health and Safety Policy and Procedures	185	-2.589	93.419	.011	-.977	-.129
Workmanship Insurance	185	-4.080	106.491	.000	-1.833	-.634
Service and Flexibility Capabilities (Evidence of Locations)	185	-4.294	82.030	.000	-5.080	-1.863
Coverage of Other Locations	185	-2.702	85.313	.008	-1.540	-.234
OEM Affiliations	185	-3.376	69.579	.001	-3.143	-.809
Total Score	185	-11.777	183	.000	-24.170	-17.234






Category	Product	Service	t-test for Equality of Means
	Mean	Std. Deviation	Mean	Std. Deviation	Valid Response	t	df	Sig. (2-tailed)
Adequacy of Legal Capabilities	14.23	3.191	14.70	1.714	185	-1.004	62.853	.319
Adequacy of Civic Capabilities	7.37	6.253	9.80	6.084	185	-2.425	183	.016
Examples of 3 Recent Jobs Carried Out in past 3 Years	12.12	8.347	16.11	6.441	185	-3.104	75.922	.003
Quality Policy and Procedures	.29	.893	.65	1.214	185	-2.204	125.874	.029
Health and Safety Policy and Procedures	.35	.968	.85	1.346	185	-2.831	128.795	.005
Workmanship Insurance	.69	1.528	1.93	1.989	185	-4.538	120.540	.000
Service and Flexibility Capabilities (Evidence of Locations)	10.48	3.739	10.41	5.039	185	.087	183	.931
Coverage of Other Locations	.48	1.488	1.02	1.990	185	-2.014	123.855	.046
OEM Affiliations	.77	2.691	1.13	3.175	185	-.719	183	.473
Total Score	46.77	13.991	56.59	14.129	185	-4.263	183	.000







Category	t-test for Equality of Means
	Valid Response	t	df	Sig. (2-tailed)	95% Confidence Interval of the Difference
					Lower	Upper
Adequacy of Legal Capabilities	52	-1.753	36.000	.088	-2.332	.170
Adequacy of Civic Capabilities	52	-5.026	50	.000	-11.084	-4.754
Examples of 3 Recent Jobs Carried Out in past 3 Years	52	-4.196	37.489	.000	-12.262	-4.279
Quality Policy and Procedures	52	-1.977	15.486	.066	-1.492	.054
Health and Safety Policy and Procedures	52	-1.024	19.284	.319	-1.086	.372
Workmanship Insurance	52	-1.654	18.914	.115	-2.042	.240
Service and Flexibility Capabilities (Evidence of Locations)	52	-1.910	17.953	.072	-5.468	.261
Coverage of Other Locations	52	-1.288	17.590	.215	-1.922	.463
OEM Affiliations	52	.173	50	.863	-1.526	1.814
Total Score	52	-7.633	50	.000	-28.340	-16.532
Table 6: Organisational performance – comparing potential qualified suppliers against potential non-qualified suppliers (all product organisations)


Category	t-test for Equality of Means
	Valid response	t	df	Sig. (2-tailed)	95% Confidence Interval of the Difference
					Lower	Upper
Adequacy of Legal Capabilities	133	-.346	131	.730	-.737	.517
Adequacy of Civic Capabilities	133	-8.066	130.500	.000	-7.864	-4.766
Examples of 3 Recent Jobs Carried Out in past 3 Years	133	-3.648	130.737	.000	-5.310	-1.576
Quality Policy and Procedures	133	-1.667	73.873	.100	-.861	.077
Health and Safety Policy and Procedures	133	-2.312	73.425	.024	-1.114	-.083
Workmanship Insurance	133	-3.682	131	.000	-1.983	-.597
Service and Flexibility Capabilities (Evidence of Locations)	133	-3.833	62.968	.000	-5.777	-1.817
Coverage of Other Locations	133	-2.306	66.789	.024	-1.711	-.123
OEM Affiliations	133	-3.826	47.487	.000	-4.165	-1.295
Total Score	133	-9.918	131	.000	-23.500	-15.685






Organisation Name	Category Bid For	Score
SUPPLIER 1	SUPPLY OF IN-DOOR, OUT-DOOR AND OTHER GARDENING SERVICES	55 (A)
	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	31
SUPPLIER 2	SUPPLY OF IN-DOOR, OUT-DOOR AND OTHER GARDENING SERVICES	60 (A)
	SUPPLY OF OFFICE WASTE DISPOSAL SERVICES	60 (A)
SUPPLIER 3	SUPPLY OF OFFICE WASTE DISPOSAL SERVICES	46
	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	64
SUPPLIER 4	SUPPLY OF SEWAGE DISPOSAL SERVICES	69 (A)
	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	41
SUPPLIER 5	SUPPLY AND MAINTENANCE OF SERVICES FOR TELEPHONES	43
	SUPPLY AND MAINTENANCE OF SERVICES FOR TELEPHONES	33
SUPPLIER 6	SUPPLY OF SEWAGE DISPOSAL SERVICES	64 (A)
	SUPPLY OF IN-DOOR, OUT-DOOR AND OTHER GARDENING SERVICES	64 (A)
	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	44
SUPPLIER 7	SUPPLY OF OFFICE CONSUMABLES	79 (A)
	SUPPLY OF SEWAGE DISPOSAL SERVICES	85 (A)
	SUPPLY OF IN-DOOR, OUT-DOOR AND OTHER GARDENING SERVICES	79 (A)
	SUPPLY OF OFFICE WASTE DISPOSAL SERVICES	79 (A)
	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	82 (A)
SUPPLIER 8	SUPPLY OF MINOR ELECTRICAL SERVICES, ELECTRICAL SPARES, LIGHTING ARRESTORS, SURGE PROTECTORS AND EAR	64
	SUPPLY OF PLUMBING MATERIALS AND MINOR PLUMBING SERVICES	54 (A)
SUPPLIER 9	SUPPLY OF OFFICE STATIONERY AND PROVISIONS	32
	SUPPLY OF OFFICE CONSUMABLES	25
SUPPLIER 10	SUPPLY OF IN-DOOR, OUT-DOOR AND OTHER GARDENING SERVICES	77 (A)
	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	79 (A)
	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	82 (A)
SUPPLIER 11	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	60
	SUPPLY OF FUMIGATION & PEST CONTROL SERVICES	69
SUPPLIER 12	SUPPLY OF MINOR ELECTRICAL SERVICES, ELECTRICAL SPARES, LIGHTING ARRESTORS, SURGE PROTECTORS AND EAR	94 (A)
	SUPPLY AND MAINTENANCE OF SERVICES FOR TELEPHONES	69 (A)
Table 8: List of all organisations that bid for multiple categories and their respective scores in these categories (A = achieved the minimum acceptable performance)
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